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October 1.2007 

Federal ('ommunications Commission 
Consumer & Governmental Affairs Bureau 
445 l Z t h  Street, SW, Room 3-A503 w. d\ -h '  ington, D.C. 20554 

Section 5 I .5-I 15 of the Code of Virginia designates the Virginia Department for the Deaf and Hard of 
Hearing (VDDHH) as the oversight agency for telecommunications relay services within our great 
Commonwealth. With the cooperation and support of the Virginia Relay Advisory Council, we work 
diligently to ensure our citizens are provided with the latest in relay technology and with the highest 
quality ofrelay services. As Director ot'VDDHH, I am pleased to submit our application for renewal of 
stale certification for our telecommunications relay service program, better known as Virginia Relay. 

Since 199 I .  Virginia has provided traditional relay services from a dedicated, in-state center operated by 
.41&7. After a two-year trial, we established a contract for unlimited captioned telephone services in 
2004 n i th  Sprint Relay. Renewal of our state certification for traditional relay services (including speech- 
to-speech relay) and Capl'elB services are presented in separate sections in our application. Each section 
includes a narrative and an attached matrix provided by the associated contractor. 

We appreciate the support of the FCC's Consumers and Governmental Affairs Bureau and the guidance 
of the Disability Rights Office in making Virginia Relay a continued success. All questions concerning 
thi5 application should be directed to VIIDHH staff member Clayton E. Bowen at 
cla\on.bowen(dvddhh.virrinia.eov or at (804) 662-9704, voiceitext. 

Sincerely. 

Ronald L .  L.anier 
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$64.604 
664.605 
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Section 2 ~ Enhanced VCO Relay 
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I .  AT&T State Relay Certification Matrix 2007 
11. SprintiCapTel Mandatory Standards and Compliance Matrix 2007 

I. 
2 .  CA Job Description 
3. CA Training Outline 
4. CA Commitment Statement 
5 .  In-Call Replacement Procedures 
0 .  CA Relief for Specialty Calls 
7 .  CA Code of Ethics 
8. CA Pledge OfConfidentiality 
9. Code ofVirginia $8.01-44.3 
IO.  CA Procedures for Play Back Device 
I I .  STS Educational Materials 
12. AT&T Emergency Action Plan 
13. Sample Telephone Bills and Directory Page 
14. Virginia Order #PUC0004.5 
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16. Virginia Order #PlJC900029 
17. Relay Choice Protile Form 

CodeofVirginia 551.5-1 12. $51.5-1 15, 958.1-662 
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C. Consumer Complaint Log, 06130/02 ~ 05131103 
I). Consumer Complaint Log, 06130103 - 05/3 1/04 
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F. Consumer Complaint Log, 06130/05 -. 05/31/06 
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State TRS Program Background 

,AI the request ofconsuiner advocacy groups. the 1989 Virginia General Assembly drafted and 
approvcd House .loint Resolution 272. This legislative document directed the Virginia 
I)cparlment for the Deaf and Hard o f  tlearing (VDDHH) and the Virginia State Corporation 
C'ominissioii (SCC) to stud? the lilttire of'Message Kelay Services, later called 
~Ielecomniuriiciiti~~iis Relay Services (TKS). iii the Commonwealth. Based on the ensuing study. 
le~islation \\as passed in 1990 that empowered VDDIiH. with the technical assistance o f  the 
SC'C.  to provide and operate TKS for all text telephone users in the Commonwealth. Almost 
seventeen >ears Inter. TKS in Virginia i s  now known as simply Virginia Relay. 

Because there w r e  iio federal rcquirements or regulations concerning T R S  in 1990, the original 
legislation estahlislied iiiinimuni scrvice standards that prevented any limitations o r  restrictions 
tliiit wcre not applicable to \(lice iiscrs ofthe telephone netvmrk. The legishtion also included 
iiiiiiiniuni ansner  rates and provided for  adequate facilities and personnel to ensure calls were 
rela! ed accwatel> 

M ith the atlveiit ol'Voice C'arq-O\er ( V U ) )  calls. this ('ode section was amended in 1992 to 
a l h  for technological atlbances and addition of new rclay features. This amended language 
became the basis liv ii t m o - y m  trial of enhanced VCO (C'apTel@)) service beginning in 2002. 

111 XIOh. h e  Virginia General Asseiiihl!, passed I louse Bill 568 which changed the funding source 
fiw the state':. rcla? s e n  i (ioin the original surcharge on a l l  residential and business lines i n  the 
stiite to a new e(~iTiiniiiiicatiot1 tax clfective January I .  2007. Collected hy the Virginia 
Dcpnrtmeiit 01' raxatio,n. the i i w  tns i s  applied to :ill landlines. wireless. internet phone, cable. 
and sitcllite s e n  iccs in  Virginia. Those liinds designated for relay services are now received and 
direitl) ;idiiiiniitercd h> VI) I ) t~ l t l  

( 'opws of r /w  wl(rrcd ,Swrion,\ ,If't/7i> Code 1?f I';rgInLr uppeur U.Y Appendi,~ I. 

'INS Contract Status 

;!h a rebult ~ I t l i e  origiiiiil legislation. a Keqiicst Ib r  Proposals (RFP) was issued by VDDHH in  
I WO. ,411 initial ctvitract \\as signed in the fa l l  o f  that year with AT&T for a relay center to be 
established iii Ncirton. an ecoiiomically disadvantaged area of the state. Over the next few years. 
h o t h  thc Virginia General hssemhl> and VI)I)I111 recognized the advantages of operating a 
Jediciitcd. in-slate centcr iii an arcii ofthe state where there had heen low employee turnover. 111 

19%. the (;enera1 Assemhl> passed associated budget language authorizing relay operations to 
remain in Norton. tnsuing KFl' negotiations resulted in long-term contract agreements with 
.A I & ' l ' t o  maintain the h r t i i i i  center. 

Our ciirrent coiitr:ict \\it11 AT&T vas established Fehrtiary I. 2004 for an initial three-year period 
\I ith the option lor four. one-year estensions. We are approaching the second of the approved 
e\ tens io i i  periods. 

-1 mpj. i j  iiui ~ w r < v z /  ,.I I d  7 ~'oi7irizi'r u,id (~~n7trutv mr,d*ficoiion.c irppcur us E.xhihir A. 
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Captioned Telephone Contract Status 

At the request ofthc Virginia Rela) Advisory Council. VDDHH began a two-year trial of 
captioned telepliotie services in 2002. The initial trial was limited to I50 participants who 
rcceived an associated de\ ice at no charge. 1)uc io the S L I C C ~ S S  ofthe trial and thc interest in the 
iieu senice by coiisuncr advocacy groups. a related RE'P was issued in 2003. As a result, a 
thrcc-year contract \\itti Sprint Relay for air unlimited number of CapTel participants was signed 
in ,April 200.1. ;ind ut' arc currentl) in  thc first o f a  possible four contract extension periods. 

,1 u p y  <>I oiil' ~ ' i i r r ~ t i i  S/)ririr H c . / q  u m l v u u  und i'onirric'f modlficicnriuns q p w r  as Exhihit B. 

Section 1.  

Virginia Relay 
Traditional Relay Services 

Speech to Speech Relay Services 

ic i i  ( ) ~ w r ~ r t i ~ i i ~ ~ i !  . s / ~ r i i ~ l i i i d ~  

rcyirraihle fur. rcyii;r;iis ihur u// ( '..l,r he wffic~irririy trriirierl to efectiivli) inert the .speciulized 
~ , i , i i i r i i i i i i i ~ ( i i i ( i i r ~  i w d ~  of i t i d i v i d n ~ d ~  with I i i ~ ~ r i i i f i  u r d  S ~ J L , L ' C / I  disuhili/iu 

111 Virginia. the minimum required ski l ls  lor employinent of a CA are: 

A tiiiiiiinuni t)piiig speed (if 60 ~ p n i  (FC'C inandated requirement) 
Spelling and gramiiiatical accurac? at a I2111 grade level 
Ahilii) to translate typed ASI .  t o  English (as measured b> a CA proficiency test) 
(iood pronunciation and w i c e  intonation (speech clarity) 
.A\\ai-enes\ of  deaf commitnit) and culture (training developed by AT&T and VDDHH) 
Spanish Language ('ertificatioii (for Spanish Language C'A job function only) 

i 1)  ( ',,riitiiuirii.'i/ions us.si.stuiit (< t41. (i) 7RSprovirler,s Lire 

i 



Commonwealth of Virginia 
State Recertification 

October 2007 
- 

iii 1 1 A \ mu.\/ l i u l , c ,  I ' ~ I ~ I I ~ I ' ~ ~ ' I I /  skill.\ 111 hyiiiig, gruiiii?iur, .sltellhig. i i ~ / e r y r t u f i ~ ~ i i  of'~vpewritten 
4 , V  uiid fhi i i iur ir , .  with heuriiig (urd . \pwh dhihility clr1iure.y. Iungttugrs urd  etiquerie. ('As 
it111.s1 /"',\5c'.\.s <-/<,ut- l i t t i1  u r l i ~ ~ l ~ l l l / l ~  l ' l l r l 'e  i~o/lr~t?uilicllliorl,\. 

Virginia Kelaj CAS are provided specific iiistruction on cross-cultural communication, customer 
s e n  icc, coiiversational etiqiiettc. ergonomics and technical development as part of their 
orientation and owgoing training requirements. Virginia Relay CAS are also specially trained to 
rrcogtiize specific speech disabilities and speech patterns to efficiently facilitate Speech-to- 
Speech calls. Center ntanagers conduct nionthly observations o f  CA workstation performance 
v h i k  a call is  ti1 progress. In addition, CAS are required to sign an agreement requiring 
ccmiiiiitnietit to  respect h r  the consumer. dedication to assistance and integrity, and 
dcmonstration <>I' i i i i io\at ioi i  and teamwork. 

t ' < ~ / , i ? S  , I / , ,  C l  , / , I / >  u r ipt ion Iriiriul ( ' 4  7 r u , n i n ~  Otrrlini~. u,id ('1 C 'ornniilrnml Siulernenl App/7rar us 
.4pp1.!ndiws 2. 3. ond 4 rcspi~cf ivr lv .  

! t i i i  < 'A\ i i tu.~/  priiiVi11, 11 I i p t i i X  .sped of ii i i i inii i i i i i i i  i f 6 0  1wrd.r per tiiii?u/e. Tecl~iiologiccil uids 
,ii ' l l  l v  tl.s<'</ 111 I .C , l t~~ l I  /Ill, rry"i t~l '<l l V / > i l i ~ L !  .S/""'d P r r l l ~ i l / ~ ~ l ~ . ~  i n 1 1 5 1  ' y i l~ l~  ~ l l ~ ~ i I - t o - t 1 ~ 7 < ~  lesls o f (  'A 
,![Wif. 

I o  ciisitre that ('As are meetin! the FCC niinimurn typing requiremcnt of 60 words per minute. 
a i l  or.al-to-type diapiostic i s  administered to each C'A yearly. Currently. a l l  Virginia Relay CAS 
meet or exceed tlic i i i i i i i i i i i i t i i  fC'C typing \peed requirement. 'l'he average 2007 C A  typing speed 
i 5  86.76  uords per t i i i i i i t te with 98.23% accuracl.  

i t ~ ~  1 1 i i i I p 1 ~ c  i t ~ ~  t~ 17'Y-hii, \ i~d TRS or VRS cull iilu,st ,\tu? wi/h /he cid1,for u 
t t i i * ~ i t ~ i i i i t ~  i i f t r i i  nth i i t res .  (As un\wvriiig (indpl(tcitig ( I N  STS cull niuvt s t q  with the cctl l .f~r u 
I ~ ~ l l l l i l l l t l i l  ll/:f;fletvl I I I I I I I I IL!, \ .  

Al l  Virginia R d a )  CAS are required to stay with a ca l l  for at least I O  minutes before an iti-call 
C:3 it-ansfer caii take place. 'I'lie timc for ill-call replacement for Speech to Speech calls i s  a 
i i i i t i i t i i i t i i i  of 1 5  i i i i t i i i tes .  111 either case. the CA informs both parties ofthe relief, with the 
cxcpt ion of l- \ \o I . i i te V ( ' 0  where only the VC'O user i s  notified of the rel iefCA. These 
proecdures directl? refercnce the F('C' requirement. VDDI iH  and AT&T also provide CAS with 
separate guidelines for re l ie lofa C ' h  who i s  handling a specialist call such as Two Line VCO. 
VI'\:. VTT or Sp Ii to Spcech t loue\er.  the in-call replacement time remains the same for 
tI1cse calls. 

t 'epic's f,l( '.4 p i ~ o w ~ i i i ~ ' ~ ~ . ~  /in' 1ii-t 'ull Hepiucinii~nr orid Rrli</ i?/ a C 'A Handling a Spciuln; ( 'd l  afipe~w as 
l p p ' ~ i i l l I < ~ l ~ \  J O t l d  6 r ~ ~ . s / J l w l i L ~ ~ ~ ~ ~ ~ ,  

> I ' i i  ~R,Ypriwir/c.r,\ timvt tiiuke hL,,\/ iffiirls lo uccoi?iiitodute (I TRS ii,.rer:T requestrd C'A gei?dcr 
d i m  ,i q:rrll i\ i i i i r iu r rd  uf i r i .  i f  I I  /mi is f i r  occi1r.s. itt /he  rime the cull i s  rrunsferred io unolhrr CIA. 

A l l  Virginia Relay CAS are required t o  mithe 
:i inale o r  female CA to complete the call. This same diligence is demonstrated whcn a CA i s  
replaced during the call. CAS are prwided with detailed procedures o f  how to handle such 
requests and inl'oriii the caller of a l l  related actions taken. Relou are C'A procedures for handling 
ii hpecilic gender request: 

effort to accommodate customer requests for 

. . .. - . ... . .... ~ . ~ -,., . . . . ~ . _ I  "_ .., . .- . . . ~. ~ . 
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Ifcustomer requests CA o f a  diffcrent gender. they are asked to hold while CA checks 
requested gender akailabilit). with In-charge Supervisor 
l i t he  requested gender is  available, the CA wi l l  say or type, "Thank you for holding. We 
are ahle to accommodate your request. I am transferring your call now. One moment 

If requested gender i s  not awilable. the In-charge supervisor wi l l  advise the CA. The CA 
\\ill say or hpc.  "Thaiih )ou for holding. l 'm sorry, at this time we do 1101 have a 
niale/feiiiale C A  available k)r y o u r  cal l .  I uould be happy to complete your call for you 
11o\\. or  )oii may \\ant to tr! your call later." 
~ 1 - k  C ' I  \\ill he guided b) the c i ~ s t o i i i e r ' s  response. I f thc  customer requires further 
assistance. the CA \ b i l l  courteously advise the customer that heishe w i l l  be transfered to 
the lii-charge Superb isor h r  assistance. 

pleasc .' 

ii'iii 1 X Y   hull t i , u i i w i i t  l ' i l i i i ' l ' ~ .s [ i i i i , i i . \  hi,tiwtvr TTY und i ~ o i ( ~ e  cu1lc~r.s in real tirrie. 

Virginia Kclay C'As transinits coinersations between TTY and voice callers in real time as 
in;iiidated by thc FCC'. The standard voice callcr cominiinicates with the CA hy voice. The CA 
simultaiieousl~ relays the ccinversation verbatim (including background information and voicc 
toiic descripti\e \\ords) to the T1Y user by typing o n  a computer keyboard. The operator then 
rcads the response from the TTY uscr. uhich appears on the screen of their computer monitor. 
and \oices it to the standard voice user. 

Confidentialitv of Calls 

. .. . .. " , ,. , , . . . . .. ~ .---- -. - -. . - ., ... . , 
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oiil) Ihr a\  long as it takes to complete the subsequent calls. 

111 addition to thcse measures. Section 8.111 -44.3 of the Code of Virginia prohibits the divulgence 
~tci i tni i i i i i i ical ioi is hj qualified interpreters or ('As. Such divulgence i s  defined as a civil offense 
pitnisliahle h j  recover? of.actual damages or $100. whichever i s  greater. These stipulations 
elceed and strcngtlicn the ledcral requirements for confidentiality and are not in conflict with i ts 
original intent. 

\SI I ranslat i i~n~lnterpretat i~ i i i  i s  the default call traiismissioii for ASL inbound or outbound 
i w r s  unless otherwise specificall? directed hy the Relay user. This requirement is in compliance 
mi l l? the current Virginia Relay service contr~ct. Attachment H.9 specifically requesting 
Interpretation oi' .\SI cal ls handled h? Virginia Kelay. 

< ' , q ~ i o  ihc' < -1 ( ' < u / c >  o/ Eihic\, NCd,,e of ('onf;d(wiiu/iij und.Yrcrion .01--11.3 o/the ('ode o/ Virginiu 
iippeor i i . ~  .lpprndice.\ 7, A,  und Y resrirctivdv. 

VI1I)I I I  I and AT&T reti iai i i  committed to the confidentiality o f  all relay conversations. 
regirdless of content. As a requircnient o f  their employment, CAS accept a pledge o f  
~ ' i~n l ident i ; i l i t~  and m u s t  adhere to a strict Code ot'F,thics. This code also ensures that all 
wn\ercations are relayed accurately and \\ itliout counsel. advice, or expression of personal 
opinions. No records are kept o fan )  call \\it11 the cxception o f  Speech to Speech (STS) calls. and 
otil> then. at the request ofthe coiistiiiier t o  facilitate their calls. The CAS retain this information 
otil? lor as loiig a h  i t  take5 to complete the suhsequent calls. 

111 addition 10 these inleastires. Section 8.01 -44.3 of the Code o f  Virginia prohibits the divulgence 
~ ~ l ~ ~ i i i i n ~ i n i c i i ~ i o i i s  hj iltialified interpreters or CAS. Such divulgence i s  defined as a civil offense 
piinishahle h> recovery of actual d;images or $100, whichever i s  greater. These stipulations 
e i c e e d  and strengthen the federal rcqiiirements for confidentiality and are not in conflict with i t s  
original intent 

ASi l'ranslatioti,'liiterpre~atioli i s  the default call transmission for ASL. inbound or outbound 
mers iitilcss othcr\sisc specificall! directed hy the Kcla) user. This requirement i s  in compliance 
I\ ith the curretit Virginia Kela! service coiitract. Attachment H.9 specifically requesting 
Interpretation o f  ASI. cal ls handled h? Virginia Ilela? 

: ~ ' C , ; J I ~ , . ,  rd r h c  ('4 (.ode q/ Erhic.\, IVdxe r ! /  ('ot?/iden/iu/i/? undSecrion .01-31.3 if /he ('odr, ~ f ' l ' i r g in iu  
q y w u v  i i ~  .4pp,ndi i~<e~ -. ,A, and 9 re,\prdive(s. 

Types of Calls 



111 :!<Idition to the iiho\c call 1) pcz. Virginia Relay provides T1.Y to TTY with Voice Intercept 
( ' I l ' V I  1 irela) cal ls .  ~ I l i i s  cal l  type : i s i s t s  oiic '11-Y user ttying to reach another .TTY mer with the 
asistarice of's CA. such as teriiiiiiiiritig to n hotel or liospital switchboard. Once the switchboard 
t i ~ i i t ~ k l - s  thc call t o  thc requested cxtensioti and another T T Y  connects, the call becomes a TI'Y to 
.TI'\ coniiection. A l.-TVl relay c a l l  also i s  used to place TTY to T I ' Y  calls using a prepaid 
ciillrng card where \nice intercept i\ required to enter a PIN or other information for connecting 
t l lC ca l l .  

In direct response hi resident \\anting lo  use Virginia Relay while traveling to other states, 
VI ) I )Ht l  has al lowed the out-of-stare use of Virginia Kclay since 1999. Instead ofdial ing 7-1-1. 
iiidividuals can iihe 1011 tree iiuiiihers to access the Virginia center. This portability ofthe service 
iilw prevents hil l ing problems associated with nirclcss 7-1 - I  access where a caller's ANI may 
II<II appear as :I Virginia area code. 

! /i>iiii,g , ! / ' r c l ~ ! i ~  c . i i / l  I I~' , '  i., ol.vi, im lridc4 i i i  rhc, curreiil 1 ' irghia R c l q  service ('onlrucl. ..Ilruchnienl , I .  

11.1' /Ji'<)l'I(/Pr.\ tire Iwirir!If/rc/ / ( I  c/iel'/ble /O corrlp/et~~ (I cull becm1,se credit 
~ i i i ~ l i ~ ~ r ~ ~ ~ r ~ i o r i  i~ dciried 

The Virginia Kela? Scr\ ice \\ill decline rela! calls where appropriate callingicredit card 
inlhrination caiiiiot hc ubhined or when collect charges are denied. 111 these instances thc relay 
caller i s  ashed i l the\ would like to hill their call in an alternate way. 

'. ., . . . . . . .. 1, . . .. 
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(11') K r , / u j .  , \ w r ~ i c c ~ . \  shuN he c.irpuhlr of hurrdling pq~~-pev-cull culls. 

Virginia Rela? cr~rrei i t ly  nieets all FCC and Commonwealth requirements regarding the 
processing o f  rela? pa) per call ser\iccs. 111 addition, AT&T i s  the only relay provider that allows 
ctiskmers to access pay per call services via 71 I dialing. This capability is afforded by our state- 
ul'-the-art rela! platforni. which i s  able tu pass a customer's number (ANI) to the network for 
dircci hilling at the pa-per-call provider's estahlished rates. Consequently, Virginia Relay users 
air' ahle to t n a k  oiithound relay cal ls  to pa-per-call services in their mode ofchoice. i.e.. 
multiplc state i i t id  national to11 free XYY. 900, 71 I, 2 I I .  or 5 I I numbers. 

I I 8 1RS /irot,iiii,r.\ uri' reyiiiri,(l /o /wi iv i ( le ,  /h i~ , /~ i l l~ i i t~ ing 1.vjie.s of TRS cul1.c: ( I )  Te.r/-ti>-~iiice und 
l ' ~ J i ~ ' l ' - t ~ ~ - / l ~ . ~ l :  ( 2 )  I (  '0. r w d h  I'(  '0, l,'( 'O-ro.T7'}; ~ n t /  V ~ ' O - m V ~ Y ) :  (3) HCO. ruo-line HC'O. 
t f i  ,1 ) - 1 0 - 7 ~ / - ~ ' ,  M Y ) - l ~ l - l ~ (  '0 

\"iipinia I<ela> Sercicc i s  tiill> conipliaiit with this reqoirement, and can complete a l l  o f  these 
c a l l \  a\ prc\iorisl? indicated (See l i s t  provided 3.i i) 

; 1.1, 7 I t Y  /Jrovidtm uti' reyiuired io /jrow/i, (he / ~ i l l r i r~~ i i t g ,~u tu re~c :  f I /  ('dl releit.sr,functionali~~:: 
I -' 1 k p w i  diuling f i iw / i o i i u l l r i  : U I ~  (3) r h w + i w i ~  c~rllir7g,fUn~iior7~tli~. 

Virginia Rela? Service prmides t l icse featiires to a l l  rela) users, via the AT&T Relay platform 
technolog?. C A S  ci i i i  "release" T I ' Y -  I T Y  calls after connection as required, as well as speed 
dialiiig I ia perwnalired f'rcquentl~ -called numbers lists rcquested by customers. Additionall). 
Virginia Rela! users eii,jo> t l i r e e - ~ a )  calling any time via the use oftheir flash button. with the 
C 2 tlicii rela!ing the tIirec-\\ay ca l l .  

5 ince Ma! 2002. al l  Virginia Rela! center C'A workstations have been equipped with an AT&T 
proprietac play hack de\ ice to  capture audio messages, recordings. or interactive voice systems. 
' I  lie rela) user i s  iminediatel) int'orined b! a CA "hot key" that an answering machine. a pre- 
recordetl message or a multiple clioicc \(,ice menil has been encountered. 'lhe CA i s  able to 
record the information and facilitate the relay of the information. This allows Virginia Relay to 
pro\ id?. as a 7 R S  feature. ans\veriiig niacliiiie and voice inail retrieval. This same procedure can 
alw, he used with tlic rela? ofpa>-per-caII (e.g. 900. 976 calls). No records are kept of such calls 
:I) recordings are rctained and used for each specific call. In the event a second call is required to 
r c ~ r i e \ e  messages (ir respond to  i i ic i i i i  systems. there is no additional charge to the relay user. 

4 <'O,U (,I ' 1  , v o w d l ~ m $  l t x  ii .$,,>,q (I P l q  B o d  L l r ~ i c r  qpeur.? (I., . .Ippudix 10 

1 )  ,ii, 7 ' K . ( ' / , i . ~ i i . i , / ~ , r : e  \hull pror ide < i s  TR,V fctitiire\, oiisnvring niirchinc irnd voice nioil r e l r i e t d  

- .~ . - . ..~ . . I ,  ". ., __  . .- 
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Virginia Rela! has the ability to retrieve nicssages froin answering machines at the same location 
o r  l i n m  remotc location anshering machines. This procedure i s  called Single I h e  Answering 
Machine (Slani).  Special trnii i ing for SL.AM calls include: 

Fol lowing a l l  instructions 
Kequestiiig any ~ iccc \z  codes or piisswords in advitnce 

Inlnrming tlie custoincr full) o f t h e  progress o f t h e  cal l  

\:irginia Kela) can also provide the T T Y  user atis\+ering niacliii ie messages when the customer 
requests thiit tlie messages he retrieved h) laying liisiher phone down by the answering machine. 
I l ie ('A instructs t l ic T T Y  user to tiirti on the answering machine and lay the phone near it. Once 
al l  messages h w e  heen retriebed. the) are then typed to the TTY user. 

I<mergenry <‘ails 

( 4 ,  /iilm/l;fig ( i f  ~'i~~iwgiw<'i' r.dk l ' i n ~ ~ i i l i ~ l ~ s  iiiu.s/ L I , ~  u .sy.ste~ii,jor i~n~oi~iriig enfergenyy cuI1.s /ha/. 
c 1 1  t i  ~ ~ I I I I ~ I I I I ~ I I I .  ui~/~~~if~~/~~~iil/i~ u i l i l  I i ~ i f i ~ ~ ~ ( l i u / ~ ~ l ~  /rmi.(.fir,s /hi, cullrr to iui uppropriute Puhlic Safrtv 
:ilia 11 w i f ~ g  Porn/ i l ' S 4 P )  ,417 qi/ir.olwicr/i~ PSAP i.s either ii P S 4 P  that /he culler iwuld have 
I ' ( . ~ I ~  Iiecl if 171, hiid ~ l i d e i f  V I  I &I I/\,. or t i  J'SAl' /hu/ is cqmble ofe~rrrhling the rli~purcli of 
t '~~ i i ' r , ! ;wc i  .srr.i.ii.c\ / r j  /hi, i . c~ l l z r  i l i  t i11 e i~ / id i / io f i , s  117m11icr. 

Virginia Rela? emergetic) call haiitll ing procedures are currently compliant and in accordance 
u i t l i  thc  F('C reqiiireinents i i s  maiidated in FC'C Order 03-121 released on l u n e  16, 2003. 

2'1~&cl provides Virginia Rela> ( ' A s  \ v i l l i  immediate and direct access to a database that contains 
cmcrgcnc! agenc! libtingr hesetl on the caller's Automatic Number Identification (ANI). l l s i ng  

t l ic ca l ler 's  Akl. l l ie C'A cai i  quick11 secure tlie appropriate emergency agency l is t ing and 
complutc the rela) cal l  a l lm\ i i ig  fiv immediate emergency attention. Upon identification or 

ipt o f t l i e  emergetic) number. tlie CA performs only two  key strokes to initiate the call to the 
cnier+nc> agenc). W i th  C'allei- ID technology. the emergency agencb w i l l  automatically receive 
tlic 4 N I  ol'the rela) caller. eliminating the need for the CA to manually pass this information. 

()trcc the npproprialc emergent) agent> answers. the CA informs the dispatcher that the call i s  
coming through tlic relay scrvicc and indicates whether the call i s  voice or TTY. The CA remains 
a\ailahle tn the cmergenc> agetic) t o  pro\ idc any additional assistance as necessarq or required in 
ordcr t i ,  ensure tlic reiidering o f  immediate emergency service. Each emergency ca l l  i s  given the 
I<ela) Operatnr's undivided attention. Typically, a supervisor w i l l  he immediately assigned to 
\\orb \\it11 (he Kela) Opei-ator in an) cmcrgency cal l  situation. Calls to authorized emergency 
agencici (police. l i re. ambulaiice. etc. )  arc completed free ofcharge to the caller. In the event of 
B cr i t ic i l l  sittiiitioii. C ' A s  arc a l s o  oi'fered :I 
dehrieii i ig opportuiiit) with their supervisor after the call i s  completed. Under no circumstances 
a rv  cincrfeiic! ca l l s  tratisierrcd to :inothcr \\orhstation. 

liili)rinatioii on cincrgcnc) ca l ls  i s  included in the V A  Relay brochures. The brochures state 
"Rela) Serb ice is  riot a substitute for 91 I eniergency services: however, if we receive an 
emergetic> call. \\e I\ ill do \\hatever w e  can to connect the caller to the emergency service 
iieetletl. '1'0 make sure !our emergency call i s  handled as quickly as possible. please call your 
Iociil emergent) s e n  ice iiuniher directlq." 

I !  
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Speech to Speech Calls 

.SLY c~til/e(l ~~~rnrhc,,a. R z I ~ l j  ,imJi.i(ler,y 1111i.\t uffer S7S iI.spr,s the option to mtintuin ut the r e l q  

I'i q""".\ O l l C  , I , f th 
.SI5 ii.sc'i'. 7Ai.t I n / i i ~ ~ i ~ ~ i ~ t i ~ i ~ ~  i i i ir.\t 

2 1 1  Virginia Rela) CAS are pro\ ided training and methodology for processing Speech to Speech 
(5 I S )  rela) cal ls. SlS training consists o t a n  introduction to the history of the service. practice 
011 nletliods and proccdurrs for this call type. presentation o f a  video with noted STS founder and 
athocate 1)r. Rob Segalni;in iising listening skills that enable the CA to understand what he i s  
baying. CAS are then required to listen io recordings of people wit11 different speech disabilities 
;rnd practice placing SIS calls. At the t ime this documcnt i s  being prepared. all STS calls in 
.2'I-&'T - s  network are being routed to the Virginia Relay center. 

I Iiriwgh our VI)I)Hl I agenc) Outreach I'rograin. all new STS users are strongly encourdged to 
x+iip a coiifidentiol Rela! Clioicc I'rolile (KCP) prior to placing their f irst call. Recognizing the 
5 I S  caller.> A\I .  the RC'I'nutoni;itically identifies the caller as a S7S user and allows them to 
d o r e  t i p  t o  20 treqtiently called inuinhrrs hy party name in their profile. Appearing as a small 
\ \ i i idou on the CA screen. the RC'I' i s  convenient for both the S.IS caller and the CA. and 
I', ' IL I  . ' I '  I t d t C S  I the \et-lq' I I IS' I 'S Scqllellce calls. 

tr(iii,\fc ed l o  Uil.), tw+ i ,  STSiiroi'ider. 

:!<I,iii,,ui<i! I I I / O ~ ~ , H ~ I ~ ~ ~ U I  oii  IK'P ~ s q y  wdportuhi/ ; /? uppeor., 1md~r,$61.604.(~'. - 
C'iirrently VlX)1111 includes inli>rmatioii o n  STS in all materials and presentations on Virginia 
Rela>. Ihiring the suinnier ot2007.  me launched a STS awareness campaign to audiologists. 
5pcccIi pathdogists. (iccupational tlicrapists. and associated consumer gronps. The campaign was 

!,ii'hcd-oltnt the August 1-1. 1-007 VRAC' meeting by noted STS advocate Rebecca Ladew who 
g;i\c i nw ing  twtinioiiy rc1:itt.d to the need and benefit ofthe service. A n  interview with Ms. 
I :idt.\h also appears in the Suinnicr/I';ill i s w e  of the VA Relay Newsletter. The (~'onmlonwealth 
( '<ili<,l~. 

t. 'y<,ii ipic,.s ,,I r w ~ v i i  57:s d w o t r o w u i  e/fori.y / I y r  uppwr U.I Ap1widr.v I I 

Technical Standards 

. .__ . . ~. - . .. . . . ,.. .. .. . 
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uninterruptiblr power soiirce (UPS) and adequate network facilities to maintain the required P.O1 
grade of service. Virginia Relay i s  cquipped with an on-site generator capable of supplying a l l  o f  
the clectrical needs for tlic Relay center in the unlikel) event that the existing power source 
hecoines inoperable. I'lie center's generator is exercised regularly to ensure functionality and the 
fuel soiircc i s  iiieasured monthly. lhere  is sufficient fuel stored on-site to provide in  excess o f  24 
hours  of contiiiuous operator o f  the generator before refueling is necessary. 

Lhriiig those iiistances that electricd power i s  lost to the Virginia Kelay Center, all of the critical 
equipment includiiig tlic witch. back-oflice equipment. modems. operator positions. HVAC, 
lights and securir! equipment i s  :tutomatically switched from commercial electrical power to UPS 
supplied power. 'The Virginia Kcla) Center is equipped with sufficient UPS units to provide 
clcctricit) until the generator reaches full output capacity. generally less than one ( I )  minute. 

'I'Iie Virginia Rela) center i s  locatetl iii horton. Virgiuia and receives 100% ofthe relay traffic 
originating in t l ie state and currentl\. prnvides SI 'S  calls for all other AT&T states. Attachment 
C '  l . l . i i  otthe ctirrt'iit Virginia Kelay sen ice contract mandates that a Disaster Recover). Plan be 
iii place fw response5 to dl potentiitl ~iatural and mawmade causes of system failures. Disaster 
preparedness i s  of highest concern Ibr A.l'rYr'l.. aiid A'T&T is widely recognixd for their ability lo 
()Io\ ide etiiergeiic? operatiirs and uninterruptible power. As a result. we have been able to sustain 
l'ill> adequate jet\ ice level5 during blizzards. flooding and other acts ofnature. as well as a 
s igni f icant poncr iiiitage that impacted tlie 1:astern U S  in August 2003. Other relay providers 
ha\e iii f j c t  contracted wit11 A'T&.T to act ;IS their service and disaster recovery back up system. 
.I Ihsaster Keco\er! I'laii reiii:iins in  effect for Virginia Kelay and i s  rebiewed by VIIDHH and 
A I &  I on t i  rvgular basis. A I'KI reviews the plan and escalation process every six months to 
ensure that a l l  potential interruptioti\ o f w r \  ice are addressed. ' lhe plan also includes employee 
prtitcction end meintcnance of external links o f  communication as well as internal operations. 

\ l l l ) t ~ l t l  iiiid ,\'1'&1 agreed that sei\  ice recover) procedures. where calls are transferred to 
i t i iot l ier XI & I rela) center. e m  occur onl> in specific situations. These situations include the 
complete shutdo\\ ti of the Norton center. unexpectedly high relay traffic due to severe weather 
uviditions. inati~inal disaster>. acts of' C h i .  o r  other unavoidable causes not attrihutable to 
I i & ' l  ' h  fault cir iicgligence. iZr&'l make, every cffort to notif) VDDHH o f  any anticipated 
period\ 01 scn icc recover? prior to tlie rerouting of traffic to another state center. 

1 1 1  the ebent that traffic must  he rcri>uted. ,\'I'&'l. has implemented the AIKl' Kesource Manager 
L ~ R M ' ~ ' ) ~  an Intelligetit ( ' a l l  Rnutiiig S)steiii as documented in Attachment C.2.l.iii.c ofthe 
c'i~ri-ciit Service Prm ider contract. ,ZKM"' i s  a softnarc-based processing application offering 
c a l l - h ~ - c a l l  roiiting t o  ge~ig:"tpliically distributed cal l  centers. This system utilizes real-time call 
Ii;indlinp and relab operator statu:. data in routing evep call. 

Al<bl'ki h a s  a ?-d;i>. 2.l-liour support center that automatically detects a failure and takes the 
necessar) step? to rcctifb the situatioi i .  In addition to the automatic call distribution designed into 
A l ~ b < ' "  to cireui i ivcnt air isolated c i i l l  center. A'I'Kr'l' has deployed a f i i l ly redundant ARM'IM in a 

) i iO  locatinii t o  riisiire that if'a disaster \\ere to render the primary ARMTM inoperable the 
hitchup A R M ' "  \\auld coiitiuue to manage the call floa and route Virginia Kelay to any ofthe 
iiicer-ci,niiccted. gwgraphically dispersed A'I.Kr.1 Relay Centers without interruption. 

I ,,~,,,-/,~,,/j~,'~i~,~l c ' o p ! .  ilw 4 T i $  7' t m e r , q w ~ : ~ ~  ,4~1;0n I'icm (lp/mmv (1.) Appendix 12. 

Enhanced Teriiitulogy 

._ ,. . .. . . . ~ ,.., . . .. . .". " .-. - 



1 ~i l l i v  I l l  M'lim t i  LK.Y, /~ ic~ i l i t l~  j , s  uhlc, t o  iruiisiiiii uiiy c u l l i i ~ g ~ ~ ~ i r i y  irleiifgying ;i7/orm1tiui? to 
i lw ,iwhIii. w i i w r k ,  / / i t ,  7 ' K S , f i r i ~ i I i 1 ~  wu\I  IJLKY through. / u  the cul1edpurr.y. (it leu.vt one of'thr 
f,,/iowiiI,q: ria, i i i r n i h w  (?f the, 7 M  /iici/Iii., -1 1. or  ilie ICI-digit iiuinhrr ofthe c~i l l i i igprty  

Since I992 vi l iei i  VDDHI I  askcd the General Assembly to amend the Code ofVirginia to include 
"technological ad\ aiices" such as VCO cdls. VI IDHH and AT&T have worked with consumers 
to itlentif: and incorporate tlic latest in  technology and relaq features for users of Virginia Relay. 
E\aiiiples pre\ iousl! referenced iii this documeiit include Turbo Code. TTV l  relaq calls, and the 
a\ailabilit> oi i rnc cal lcr ID l o r  rela! calls. I:,nhanced VCO (CapTel) services have been offered 
!II the statc on iiii ~iii l i i i i i ted basis since April 2004. More recently VA Relay has offered in-state 
1c.v to vo ice incssagiiig for use \cith wireless devices. cstablished formal procedures for 
schctluling end processing conference calls. and estahlished VRS demonstration sites in every 
regioii of the statc. 

111 2004. new Virginia Rela? contract sen  ice offerings n'ere added that improved coininmication. 
The lit\\ \ \as Speech-to-Specch (SlS) \vith Privacy. Speech-to-Speech users have the option of a 
c.;rll-in-progres> privac) feature \\Iiciicver they are speaking to an operator. The party called w i l l  
1101 be ahle to l iear this portion o t t l i e  coinmsatioii. Full audio cominuiiication i s  restored as the 

\pcciall)-trained operator rc-voiccs the coii\ersati(iii to  the party called. This meets the current 
Virginia Kcla! sen  icc contract rcq~iiretiieiit outline in  Attachment B.R.l.vii. 

I I IC  second tea1urc that was introduced a n d  offered in 2004 \+as In-bound International relay call. 
C'~istwiiers are able to access Virginia Relay dircctly froin other countries by dialing (276)679- 
5008 Such ciil ls tiiiist terminate in Virginia and there w i l l  be no charge for the intrastate portion 
ol ' the rela? cal l .  ' I ' l i i s  iiieets the citrreiit Virginia Rela) service contract requirements stated in 
:4tl;lCllm~nt C . 2 . k .  

~ l l i e  lliird feature oflcred in 2004 v i a s  Call For\varding. TTY mers who subscribe to Call 
t.orwarding s e n  ices from their lcical telephone company can utilize and activate this feature 
t l i rou~h Virginia Rcla). TLJ iise this service. 'TTY iisers access the designated Call Forwarding 
~iuniber (888) 477-0655 and notify Virginia Relay o f  an altcriiate number where they can be 
r e ~ c l i e d .  TTY :isers \iho have c i i l l  I'orwardiiig and a second line in their home caii also use this 
feature to autoinaticall> roiite their incoming cal ls through relay. This meets the current Virginia 
Rcla! sen  ice c:ontract requirements stated iii Attachment N . I .  

111 Fehriiar! 2005. 5-1 -I and 2-1 - 1  ccrvice offerings werc fully implemented, to enstire FCC 
coinpliaiice and c~~stoincr needs \\ere inet. 5.1 -I Virginia Traffic and Travel Service provides 
\ i i r ioi ih tyI)es ofinli~rtnation including traffic and travel alerts, road construction, current weather 
c.~nditions. traiisportation. travel and tourism, etc. 2-1-1 i s  the national abhreviated dialing code 
l iu  lree access to local health a n d  l i i in ia i i  services information and referral. 

111 Vercli 2005. Virginia became the second state to enroll i ts  relay center in to the FCC's 
'I e l e ~ o t i i ~ i i ~ ~ ~ i i c i i t i o i i ~  Sen ice Priority ( 

I h 

P) Program. The FCC initially established the TSP 

'~~~ \,'&it& Relay !: 
: / / / I  - I  
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Program iii I988 to establish a priority of restoration o f  telephone service to critical facilities and 
agencies. at a time \vheii telec,~tiitnunic:ttions repair companies are typically overburdened with 
ccr\ ice requests. The  program prcsentl? restores telephone services most critical to national and 
iiotiiclnnd zecurit) on a priority hasis in the eveni uf a national crisis. Since that time, the FCC 
has partliered with the Department 0 1  i lomcland Security to increase TSP participation. With the 
lit-ugrain successliill) implemented. Virginia Relay users are able to make and receive calls ill 
ctiiergeiicie\..iIist l ikc standard telephone users in the same calling areas. 

In Septcmher 2006. A ' I ' & l  Morked in conjunction with the Virginia Department o f  the Deaf and 
I lard ofllearing to coiiduct trials ol'tltree neulexpanded services, as agreed upon for the Virginia 
Rela! sen  ice5 cutitract. I Ipon completion (ifeach successful trial. Communications Assistants 
h \ e  been frill! trained and are prepared to  assist customers with tlie following features: 

Regitiiiing .lune 2003. Virginia cii~toniers \\it11 hearing and speech disabilities were able to 
c ~ w t a c t  the Virginia Rela? Center in nun-routine situations by initiating a relay call using only 
portahle%ireless tr\t-messaging devices. Such a connection also required the center to accept 
iiicomiiig le \ t  messages \ ia an email addre 
t l i i i t  does iiot Ii;ive ;I t\ro-\va! pager o r  com ter access. 'I'TY and Voice customers can initiate 

This service allows customers to contact a person 

tpiiis S e n i c e  by dialing 7 I I or tlie dedicated 800 numbers to Traditional Relay. 

Since t i i : i i i )  t ie\\er modelr ult\\o-\\a) text pagers having the ability i n  send and receive e-mail 

c,,niniiinication iii situations \\here ito other c0111111~11iication options are available to the customer. 
' l ' l i ih \rould he i i  sit i i i i t ioi i  in  \\hich the onl? coinmimication tool available to the ctistomer i s  a 
i\\,>-\\a> pager iii- ;I \ \ i re less device. end the person needing to he contacted does not have a two- 

\\:I) pager ( 1 1  computer ilcce 
i i i i i s t  hc IocateJ \r ittiin the State o i  Virginia. 

I i r i t ia l l~ .  tlic sein icc u i i r  ti\ail;ihlc l'rotn nine to five. Monday through Friday. Since being 
iniplemented, the sen ice 1i:ih heen iery successfill: therefore. Virginia Relay Texl Messaging 
Sen ice Iias beeii citeiidcd t \ % e n t ~ - l i ) u r  hours a da). seven days a week, 365 days per year. This 
i i i e e h  ctirrcnt rela? servicc contract Modilication #I requirements regarding "Relay Calls 
Received v ia  Text-Messaging Iqii ipment". 

l'lic l ' irginin f k l a )  S e n  ice i s  IION pr~ividing inure information to relay users related to voice 
e i i i i l t io i i  a n d  lccling expressed during the relay cal l .  CAS convey what they hear from voice 
persuiis prefaced h! "~ounds" so that the customer kno\vs the C'A is sharing their observation 
regarding tlre ciistoirier's c m o t i ~ m  o r  reeling expressed through voice tone and manner. The TTY 
ct ih to inc i~ \\ill not l ia \c  to ask lor  this servicc. i t  wi l l  automatically be provided by the CA. This 
iiic'ets ciirrciit rcla! service contract Modilication # I  requirements regarding "Keep the User 
111 timiied". 

YiIgiiiia Rela! Coiifireiicing S e n  ice is available to schedule calls 9 a.m. to 5 p.m.. Monday 
ihrougli I:rida>. r h i s  >er\'icc i s  uiil) availablc fur custumers within the State of Virginia and 
citst,mers iniiist call t l ic Virginia Citst,inier Care inumber at least 4X hours in advance of the 
conference call to make :in appointmelit lor the xr\,ice. The customer must provide the Customer 
('are I<rprescntati\c v,iih thc date and t ime  of the call to determine if the call can he scheduled, 
i i i i c c  the rela! coiifereiicing servicc can onl) accommodate four calls per day. I f  the call can be 
\ciieditled. the ctistomer \& ill he asked fur additional information such as names, temiinology, 
e\pected duratioii oftlie cal l .  etc. l h e  representative asks these questions so the Center w i l l  he 

if'\. the ( ' ~ i ~ i i i n ~ i i i \ ~ e a I t l i  of Virgiiii;~ asked ATXr'l' Kelay to facilitate this type o f  

The rela! ciistoniers initiating and receiving the Text Message 

1 7  



Commonwealth of Virginia 
State Recertification 

October 2007 
prepared for the ciistmner.~ call. and process it with as much speed and accuracy as possible. 
l h i \  meets current relay service coiitract Modification #I .  Attachment N 

I'cr l~c'(' iiiandate. Virginia Relay has inctirporatetl the latest technology and support equivalent 
to all standard phone services. These sercices include Automated Number Identification (ANI), 
ftnie Caller ID. call lor\varding. speed dial ing and other service enhancements which increase the 
ltinctional rqiiivalencq ofthe Kela? Service for all calls, both carried on the provider's network or 
w i i t  out to inter-cscliange (IXC') networks. 

Virginia Kcla! S e n i c e  cut-reiitlq provides true caller ID to all users. v ia  AI&T's relay 
architecture. A s  required. the rclaq platform can pass to  the called party the caller's id, provided 
tlic) lime not electcd to block their tirimher. Virginia Relay i s  fiilly compliant with this 
rrq it i i - r i i i ~ i i t .  

Functioiial Standards 

i X  
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VDDI~IH an electronic cop) of each entrq within the ensuing twentyfour hour period. The 
iiia,iority of C'ICS complainrs reccived b? A'I'&T are responded to and resolved by the Virginia 
C'ustomcr Carc Dcsh located within the center. For complaints received directly by VDDHtl. 
\tnffprovides [lie response to t l ie cotistimer in many cases. A copy of the consumer's comments 
i\ electronically foruarded to A1&T for ('ICs entry. appropriate documentation. and follow-up. 

\'r)L)IHH maiiitaitis and rcc(v1ciles the monthly CICS report s u n m a p  provided hq A'I'&T. Staff 
iniiiiediately investigates ail? complaints not indicating resolution during the month in question. 
Since .lune of 2002. any C'ICS entp related to an alleged violation o f  FCC TKS standards or of 
titore stringent Virginia contract reqiiiretrients i s  identified and filed separately. This allows for a 
cleaI  aii i i i ial  auxoiiiitiiig of specific complaints related to FCC or state contract requirements. 
1 I i e x  complaints are also noted i n  the required annual TCC Complaint Log. All  CICS entries 

i l l i d  monthl> reports ;ire retained h> VDDHH for a minimum of five years. 

1 '(ipic',, ,!/ , N I '  ~i1!77u1i ( 'oii.\zini~r ( ' ,mip/ciii i i  !,o,$Y/cJr 10113-?01)7 q?pmir us IJwhihiis ('through (; 
ve.spt,ctive/y 

AI1 miiiplaint>. grie\anccs. inquiries. siiggestions and coinmendations for Virginia Kelay should 
hc :iddressed 10 t l ie V D D H H  TRS Admillistrator: 

Claylo11 1:. Howen. Kela) and Techndog~ Prograins Manager 
Virginia Ikpartment for t l ie Deafand tinrd of Hearing 
1602 Rolling H i l l s  D r k e .  Suite 20.3 
Kicliiiiond. Virginia 2~3?2'1-50 I 2  
(800)  552-791 7. voice K- rex1 
(804)  662-9704, boicc K: text 
(xOJ)662-O718. f:l\ 
C ' I ; i ~ t o i i . H ~ ~ \ \ e i i ~ ~ \ d d h h . \  irgini;i.go\ 

I'uhlir Access to TRS Inforination 



Commonwealth of 'Virginia 
State Recertification 

October 2007 
111 additioii to directory information. the VI IDHH Outreach Program has provided public access 
I,) iiiformatioii oil Virginia Relay since 19Ol. Currently composed of two full-time staff and 16 
cLmtracted specialists. t l ie smew ide program provides as part of its on-going efforts relay 
cdiicatioii and traiiiing to businesses. co~isiinier organizations, and public safety personnel. 
C'iirreiit VIIDI IH Outreach contracts require annual Relay Forums and at least one Relay 
uorhshop he conducted in  each of t l ie state's Planning Districts. Of the $500,000 currently 
budgeted for the V D D H H  Oiitrcach program. approximately $40,000 is  provided from the ,state's 
IrKS fllnd. 

Since October o12001. the Virginia Rela) .4dvisory Council (VRAC') has provided oversight for 
tlie 51atc.s '6?50.000 educatioual and technical assistanc,e campaign to provide puhlic access to 
iiiforiiiation on Virginia Relay. The VRAC' sets campaign priorities on a fiscal year schedule and 
iii(>iiitors campaign progress on n quarterlq basis. For fiscal years 2003 and 2004. a puhlic 
abarencss campaign \\as launched with [he rollout of brochures. print ads. and television 
coniiricrcials. 'T'lic. campaign nas aniended in mid fiscal year 2004 to include a more directed 
t i x i i s  OII oiitreiicli ef fcr t~  lo seiiiors and potential VCO users. For fiscal year 2005, the focus *as 
oil [lie appropriate iisc of 7-1-1 ;uid 01 I-  and information and trainings to Virginia's I 3 5  Public 
hifet? Ai iwcr ing  I b i i i l s  re t l ie  acceptance ofT1'Y. VCO. Cap'l'el, and emergency relay calls. In 
l i i c a l  years 2006 a i ~ d  2007. tlie Virsiiiia Relay Partner campaign was conducted where businesses 
\\ere contacted and encoilrased to sign-up a:. a partner for receipt of relay calls. In turn, contact 
iiil'tirmitioii f b r  and t l ie  t y e s  of products o r  services provided hy their business or organizalion i s  
listed 011 :I w h i t e  \\here rclay users can access. As of June 30.2007. there were 347 active V A  
Rela! Partner\. t o r  l iscal hear 2008. we \\ill launch the Kidy k'eepifi<q in Tozrch curriculum for 
p i d c s  3 throiigli 5 i o  the slate's 1037 public elementary schools. The curriculum provides 
\t i i i Ic i i l% ~ i l h  :in iiitroduclion to hearing disabilities. sign language. relay services. and related 
tcclinolog! and i i ieets a l l  currciit Standard3 ot'Leariiiiig (SOI,s) for the state. The ctirriciiluin also 

iiiiluiles a reccntl> protluced 1)VD i i i i the tisc of Virginia Relay and \+ill offer the technical 
~ i p p o r t  oftlie VIX)H tl Outrcacli network to elementary school teachers during presentatioii of 
tlic cwriculuiii 
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I. 1)DI 114 rccei\cs commcnts from: 

Regional Consumcr Forums 
VDDHII 'IO\\II l l a l l  Mertiiigs 
('untracted Outreach Star1 
( 'o~imtiier (.'~~rresponilence 

VI)1)I~IIl. A I 'K 1. and tlie VDDHII 1 KS Administrator work closel) together to quickly address 
and  resolw ctistoiiier issiies i t iwh ing rela? service. 

( ) \ e r  the past five >ears. tlir average tiimaround time for resolutinn of complaints has been ;!4 
lioiir> o r  less. uih tlie nia.jori1) oi'coniplaints being resolved on the same day they are reporled. 
A l l  cnmplaints dircctl? related to CA perlormance are routed to the relay center manager, who i s  
rcqitired to ineel with the individiinl C'A \\ itliin seventy-two hours of receipt of the complaint. 
Aclditional CA training i s  tlicii scheduled if appropriate. Complaints or inquiries related to 
~ccl i~i ic:~I or hil l ing issues art. not suhjcct to a specific deadline since technical research or follow- 
u p  \\ i t t i  other entities mal be necessary I Io\+cver. timely resoliltion of these items is still 
required and monitored b> VDDIIH. 'The S('C routinely assists VDDHH w,ith hillin& J issues ' 

rclated to phone comp:uiie\ iiiidcr tlieirjttrisdictiOii. 

VI) I ) I I I I  'I oII-1'1rcc ('tiscorner Sei-vicc Number - 1-800-552-7917 (TTY/Voicr)  
On-line Kela) ('onsunier Input Torn1 - u w w  .vddhli.org 
VI1I)HH l h i a i l  Address - l r~~ t i tdsk i~r~~ddh l i . v i r~ in ia .gov  
Virginia Kcla? Ail\  isor? Coiincil Meiiihers 

I ~ h e  Coni nion \\ ea ltli Pol I 




